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Foreword

Our Mission
1o provide for the health, inspiration and education of the people of
California by helping to preserve the state’s extraordinary biological

diversity, protecting its most valued natural and cultural resources, and
creating opportunities for high-quality outdoor recreation.

Certain memories are lifetime treasures—a compelling story told at a campfire program,;
the discovery of nature’s secrets during a guided walk; the time travel of participating in
a living history program. These and other interpretive services bring parks to life in the
hearts and minds of our visitors. Our department’s interpretive offerings can mean the
difference between a superficial visit and an inspirational, perhaps unforgettable
experience.

Our department serves approximately 85 million visitors each year. In fiscal year 02/03,
these visitors participated in 11.5 million hours of interpretive programming, including
over 830,000 hours of programs especially for school-age children. Some of our over
10,000 volunteers conducted close to 125,000 hours of these interpretive programs.

This level of interaction with the people of California deserves careful attention. We
must hire qualified interpretive staff, offer top-notch training, and provide consistent
coaching and evaluation.

| congratulate the staff of the Interpretation and Education Division for completing the
award-winning Aiming for Excellence: A Handbook for Evaluating Interpretive
Services in California State Parks. This handbook is filled with good suggestions for
effectively evaluating interpretive services. | support the policies and concepts
presented here and encourage each district to move ahead with implementation.

As we move further into the 21st Century, we can be proud to know that in serving the
public through our interpretive services, we truly are Aiming for Excellence.

e Colooners

Ruth Coleman
Director, California State Parks
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Introduction

Interpretation is a voyage of discovery in the field of human
emotions and intellectual growth, and it is hard to foresee
that time when the interpreter can confidently say, "Now we
are wholly adequate to our task.”

—Freeman Tilden

This handbook is an outgrowth of the department’s core program of education and
interpretation. It provides statewide measures and measurement tools that allow our
department to assess the quality of our educational and interpretive services. The
handbook provides evaluation tools for District Interpretive Specialists, Chief Rangers,
interpretive improvement team members, Volunteer Program Coordinators and other
leads and supervisors. Ideally, this handbook will facilitate qualitative improvements in
interpretive services for the benefit of all visitors.

Interpretive services in California State Parks play a key role in the organization’s
mission—inspiring and educating the people of California and creating opportunities for
high-quality outdoor recreation. Measurement of the success of that mission is critical
to maintaining support for interpretive services. Itis imperative, therefore, that evalua-
tions take place in a systematic and consistent way.
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Introduction

This handbook consists of four main parts:

e District Guidelines gives specific guide-
lines for district evaluation planning and
improvement, including Departmental
policies and requirements.

e Evaluation Methods explains several
current evaluation methods, offering
advantages and disadvantages, samples
and references.

e Appendices supply background material
on data gathering principles, performance
appraisals, and resource people.

e Bibliography lists references used in
preparing Aiming for Excellence.

Measuring the quality of interpretive services

raises many questions, among them:

e |sitpossible to measure quality objec-
tively?

e Whose perspective on the quality of a
program is most important—the
supervisor’s, the visitor’s or an “expert’'s™?

e How do you account for visitors’ individual
opinions, tastes and special needs?

In theory, a combination of perspectives and a
variety of evaluation methods are more likely
to provide balanced, reliable data about the
quality of interpretive programs. A supervisor
may not see a program from the point of view
of a visitor and a visitor may not understand
the Department’s mission and how interpre-
tive programs support that mission.

Interpretation is an art form. Atits bestitis
inspirational, transformational communication.
We cannot measure the quality of a visitor’s
inspirational experience, but we can evaluate
the elements of good interpretive programs.
As a public agency we must make the effort to
find meaningful measures of quality. Finding
the measures is only the first step to gathering
information and in turn using it to develop, test
and implement improvements.

The goal of evaluation is to facilitate continu-
ous improvement. Each evaluation method
presented in this handbook results in a type of
data with its own unique application. Data
may show an individual interpreter that im-
provement is needed in subject research,
visitor involvement or speech techniques, for
example. Other methods provide data that
can be used to identify needs within the entire
park such as further training, new exhibits or
revised interpretive themes. Thus, evaluation
data can be used to address an element of a
park’s interpretive services or an entire
district’s interpretation program.

Aiming for Excellence uses the following
definitions:

Interpretive services encompass the com-
plete interpretive offerings that a visitor might
encounter in relation to an individual park.
They include live interpretive programs and
interpretive facilities, as well as interpretive
signs, publications, Web sites, orientation
information, audio-visual programs and more.

Live interpretive activities provide direct
interaction between an interpreter or other
staff and the park visitor. Interpreter-led
activities can include walks, tours, talks,
demonstrations, campfire programs, dramatic
presentations, Junior Ranger programs,
puppet shows, living history programs, envi-
ronmental living programs, touch tables,
outreach programs and other activities.
These personal services are effective inter-
pretive media because they allow visitors to
participate and interact, permitting immediate
responses to what is actually occurring at a
given moment and place.

Interpretive facilities include indoor or
outdoor/wayside exhibits, visitor/interpretive
centers, museums, house museums, self-

viii  Aiming for Excellence



Introduction

guided trails, audio-visual facilities, amphithe-
aters/campfire areas and historic structures.

Interpretive staff includes, but is not limited
to, any full-time permanent, seasonal or
volunteer staff member who conducts inter-
pretive programs as part of their regular job
duties.

What does this mean?

The “Samples at the end of this section” icon indicates that printed
examples of material related to that section are included at the end
of the section. For those with the binder version of this publication
(available only to California State Parks personnel), original samples
are provided in sheet protectors after the Bibliography.

. ,

Samples
at the end of
this section

Aiming for Excellence  ix
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Our Evaluation Policy

Evaluation is creation. hear it, you creators! Evaluating is itself
the most valuable treasure of all that we value. It is only through
evaluation that value exists: and without evaluation the nut of
existence would be hollow. Hear it, you creators!

—Friedrich Nietzsche

Evaluation of interpretive services provides immediate and long-term benefits for
visitors, employees and ultimately for the preservation of park resources. To that end,
districts must plan their evaluation strategy to produce and maintain high quality
programs.

The implementation of the policy below (which was made official policy through
Departmental Notice 2003-10) should be viewed as a step-by-step, phased-in
process. Each district is responsible for moving in the direction of policy compliance.

Policy On Interpretive Evaluations

Interpretive services shall be monitored and evaluated on a regular basis to maintain
high quality and to gather data for continuous improvement. Interpretive services
encompass the complete interpretive offerings that a visitor might encounter in an
individual park. They include live interpretive programs and interpretive facilities, as

Aiming for Excellence 1



District Guidelines: Our Evaluation Policy

well as interpretive signs, publications,
orientation information, audio-visual programs
and more.

Specifically, these requirements are as
follows:

. Each district will develop a consistent plan
for evaluating its interpretive staff,
programs and facilities.

Il. Data onthe number of interpretive staff
evaluated will be included in the District
Performance Contract.

ll. Allinterpretive staff who present
interpretive programs will have their
program(s) evaluated a minimum of twice
per year, including a minimum of one
evaluation by an interpretive coordinator,
lead person or supervisor using the
Standard Evaluation DPR 461 form.
Additional evaluations may be conducted
using a variety of appropriate techniques.

A. Interpretive staff includes, butis not
limited to, any full-time permanent,
seasonal or volunteer staff member
who conducts interpretive programs as
part of his or her regular duties.
Districts should allocate evaluation
time in proportion to the categories of
interpretive staff who are actually
conducting live programs. For
example, if a district’s programs are
conducted by 5 percent permanent, 25
percent seasonal and 70 percent
volunteers, evaluation time should be
guided by the same general
percentages. Inthis example,
volunteer interpreters would receive a
majority of the evaluations. This
guideline is not meant to require
detailed calculations in order to
determine percentages. The raw data
to guide these allocations of evaluation
time is readily available in the DPR
918, Semi-annual Interpretive
Summary.
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State of California - The Resources Agency MANUAL

DEPARTMENT OF PARKS AND RECREATION

DEPARTMENTAL NOTICE No. 2003-10 Operations

SUBJECT CHAPTER

Evaluating Interpretive Programs 0900 Park Interpretation
ISSUED EXPIRES REFERENCE

July 17, 2003 When Incorporated DOM 0900

DPR 375 (Rev. 10/2001)(Word 6/4/2002)

WHEN APPLICABLE, ENTER THE NUMBER AND DATE OF THIS DEPARTMENTAL NOTICE IN THE MARGIN OF THE
MANUAL PAGE, ADJACENT TO THE SECTION(S) AFFECTED BY IT.

This Departmental Notice has been re-created for transmittal in electronic format. The original notice was signed by William Berry,
Deputy Director, Park Operations.

This notice establishes policies governing the evaluation of interpretive services provided by
the Department.

The Department has produced, and incorporates herein by reference, a manual on effectively
evaluating interpretive programs, entitled Aiming for Excellence: An Evaluation Handbook for
Interpretive Services in California State Parks. This manual, which underwent extensive
review and policy approval when it was created in 2000, presents information on a wide variety
of evaluation methods for interpretive services and programs.

The following are statements of departmental policy with regard to the evaluation of
interpretive services, as put forth in Aiming for Excellence. Interpretive services shall be
monitored and evaluated on a regular basis to maintain high quality and to gather data for
continuous improvement. Specifically:

l. Each district will develop a consistent plan for evaluating its interpretive staff, programs
and facilities.

Il. Data on the number of interpretive staff evaluated will be included in the District
Performance Contract.

[I. All interpretive staff who present interpretive programs will have their program(s)
evaluated a minimum of twice per year, including a minimum of one evaluation by an
interpretive coordinator, lead person or supervisor using the Standard RAPPORT
Evaluation (DPR 461) form. Additional evaluations may be conducted using a variety of
appropriate techniques.

A. Interpretive staff includes, but is not limited to, any full-time permanent, seasonal
or volunteer staff member who conducts interpretive programs as part of his or
her regular duties.

B. Districts should allocate evaluation time in proportion to the categories of
interpretive staff who are actually conducting live programs. For example, if a
district’s programs are conducted by 5% permanent, 25% seasonal and 70%
volunteer, evaluation time should be guided by the same general percentages.
In this example, volunteer interpreters would receive a majority of the
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evaluations. This guideline is not meant to require detailed calculations in order
to determine percentages. The raw data to guide these allocations of evaluation
time is readily available in the DPR 918, Semi-Annual Interpretive Summary.

To assist in meeting these evaluation requirements, three versions of an evaluation form for
interpretive services have been developed and are incorporated into this notice as Exhibit A:
1. Standard RAPPORT Evaluation (DPR 461)
2. Visitor RAPPORT Survey (DPR 461A)
3. Self-Evaluation of Interpretive Program (DPR 461D)

All of these forms utilize the acronym RAPPORT to delineate the pertinent issues to be
evaluated in any interpretive program. The acronym stands for:

Relevant

Accurate

Provocative/Enjoyable

Programmatically Accessible

Organized

Retained

Theme

A process for district reporting of evaluations conducted each year (in addition to the
requirement that such information be included in the District Performance Contract as
referenced above) will be outlined in a future notice.

The warehouse maintains copies of each of the DPR 461 forms. The DPR 461A form must be
ordered from the warehouse because it is distributed on card stock for ease of visitor
completion. Electronic versions of the DPR 461 and DPR 461D forms are available on the
departmental intranet and on the LAN/WAN or can be requested from the Interpretation and
Education Division, (916) 654-2249. Aiming for Excellence can be found on the state parks
website, through the Adventures in Learning link from the home page; or, to receive a copy of
Aiming for Excellence, contact the Interpretation and Education Division, (916) 654-2249.

Bill Berry

Chief

Park Operations Division
Attachments



District Interpretive
Improvement Team

Never doubt that a small group of thoughtful, committed citizens
can change the world. Indeed it is the only thing that ever has.

—Margaret Mead

L

Weetteeeqtitascet \(A

Itis recommended that each district fam a District Interpretive Improvement Team
(DIIT). A DIIT is a standing team whose primary role is to facilitate the ongoing
improvement of the district’s entire interpretive program. The interpretive program
includes not only guided and self-guided programs but also exhibits, publications,
facilities, special events and training.

Team Makeup

The DIIT functions under the direction of the district superintendent and typically
consists of the District Interpretive Coordinator, supervisors of the visitor services
program and representatives from other district services. The superintendent should
approve membership on the DIIT. Normally the District Interpretive Coordinator serves
as the team’s chair. Docents and seasonal interpreters may also participate, offering
their experience in day-to-day operation of the interpretive programs. To best benefit
the function of the DIIT, inclusion of persons who represent user groups should be
considered, i.e., inclusion of person with a disability would tend to benefit programmatic
accessibility. If appropriate, a DIIT may have temporary members or create a task
team to accomplish specific objectives.

Aiming for Excellence 3



District Guidelines: District Interpretive Improvement Team

Broad-based representation on the DIIT is
essential for a number of reasons. Itrecog-
nizes the unique perspectives and skills that
each participant brings to the team’s effort.

It promotes teamwork and communication
among the various programs in the district.

It fosters the use of interpretation and
interpretive tools to help achieve the out-
comes of all the district’s core programs.
Finally, it facilitates and encourages the team
members to view the goals of interpretation,
maintenance, public safety, administration
and resource protection in their larger context
of accomplishing the department’s mission.

A DIIT may choose an alternate name that is
more specific to the programs of the district
or that better serves to express the purpose of
the team.

Number of DIITs

Adistrict may have one or more DIITs
depending on the size of the district, the
proximity of the units within the district and the
scope and complexity of the district’s
interpretive services. Inthose cases where
more than one DIIT is created, attention
should be paid to ensure that the work of each
DIIT folds into and moves the overall district
interpretive services improvement effort
forward in a coordinated way.

Role of DIIT

Communication between the DIIT and the
District Management Team and between the
DIIT and the field is essential. The DIIT'srole
is not to accomplish specific improvements in
the interpretive program. Rather itis to assist
program supervisors who have the primary
responsibility for accomplishing
improvements. It does this by analyzing the

current status of the interpretive program,
developing recommendations for
improvement, coordinating measurement of
the effectiveness of improvement actions,
facilitating the standardization of successful
improvements, and coordinating the
development of future improvement plansin a
cycle of continuous improvement.

Assessment

One of the DIIT’s first tasks is to formulate a
plan to assess the current level of success in
achieving the interpretive outcome. Once this
plan is approved, the DIIT works with field
supervisors to accomplish the evaluation.
Because a district’s interpretive programs
may be seasonal in nature, it will likely require
at least a year to evaluate all of the district’s
interpretive services. However, in these
cases, it should be possible for the DIIT to
prepare an evaluation of the on-season
program or the off-season program within six
months of its creation. Based on this
assessment, the team develops an
improvement plan. The approved plan is then
implemented by the field. The DIIT monitors
the effect of the changes and prepares a
report summarizing the results. This report
forms the basis for the next round of
improvements.

Frequency of Meetings

How often a DIIT should meet is best left to
individual districts and local circumstances to
determine. Meeting times could vary from
once a month to every six months, depending
on the current state of interpretive services
within the district.

See Team Evaluation section for more
information about improvement teams.

4  Aiming for Excellence



Evaluation Planning

It /s the greatest of mistakes to do nothing because
you can only do a little. Do what you can.

—Sydney Smith

The following is a model for a cycle of continuous improvement. This model is designed for
use by a District Interpretive Improvement Team (DIIT) or a group of evaluation planners.

1and?
Assemble a Group

6 2
Prepare and Submit Identify Interpretive
Evaluation Report Services

5
Schedule and Implement
Evaluation Program

3
Prioritize Needs

4
Choose Evaluation Methods

Step 1. Assemble agroup of people to develop the evaluation plan. If the district has
a District Interpretive Improvement Team (DIIT), that team would most likely include
evaluation planning as a part of its process. Staff from a variety of program areas, such
as maintenance, public safety, administration, interpretation and the volunteer program
should be included to provide a broad perspective. Leads and supervisors of
interpretive programs should play a major role in the group process. It may be helpful to
become familiar with the Team Evaluation section of this handbook early in the planning
process.

Step 2. Identify interpretive services offered to visitors at each park within the dis-
trict. This information is available from the DPR 918 Semi-annual Interpretive Summary.
More in-depth information may be gathered using the National Park Service’s Self-

Aiming for Excellence 5



District Guidelines: Evaluation Planning

Critique method identified in the Team
Evaluation section. Include the following, if
applicable: campfire programs; guided tours
and hikes; talks and demonstrations; audio-
visual programs; Junior Rangers; Junior
Lifeguards; school programs; environmental
living/studies; living history programs; visitor
centers/museums; information stations; self-
guided tours/trails; interpretive special events;
exhibits; house museums; historic structures;
publications; Web sites.

Step 3. Prioritize need for improvement.
The evaluation methods presented in this
handbook can be used to prioritize
improvement needs. The Statewide Visitor
Satisfaction Survey (see page 37) is a
valuable data source to assess visitors’
perceptions of park interpretive programs.
Each district has the ability to use the survey
to gather specific data and assess priorities
based upon their own customers’ needs.
Additionally, a simple response card survey
may help to identify priorities by focusing on
the visitor’s needs (see sample in Learning
and Behavior section).

Legal considerations, such as compliance
with the Americans with Disabilities Act, and
other district priorities, such as critical
resource protection, must also be
incorporated in the planning process.

Step 4. Choose the appropriate
evaluation method(s). The methods should
be appropriate for the type of interpretive
service, the outcomes the group is interested
in measuring, the resources available, and the
usefulness and acceptability of the data for
field staff. After identifying the interpretive
programs to be evaluated, the evaluation
planner(s) should become familiar with each
method presented in Aiming for Excellence

and choose the appropriate option. The
methods are:

Visitor Evaluation

Supervisor Evaluation

Expert Evaluation

Peer Evaluation

Self-Evaluation

Team Evaluation

A familiarity with data gathering principles is
very beneficial in planning certain evaluations.
See Appendix A for more information about
how to achieve reliable data using sampling,
random selection and other methods.

Step 5. Schedule and implement the
evaluation program. Once aplanis
developed, each person who will be
participating in the evaluations should be
informed. This includes leads and
supervisors, interpretive staff (full-time
permanent, seasonal and volunteer) and other
participants who might be involved in various
evaluation projects. Advanced scheduling
demonstrates good planning and preparation.
It also helps staff make evaluation a priority.

Step 6. Prepare and submit an evaluation
report. This report briefly summarizes the
recommendations of the evaluation team,
highlighting significant data, analysis and
improvements that were implemented. An
improvement team report may be in a format
similar to the outline in the Team Evaluation
section.

Step 7. Assemble group every year to
assess and revise the evaluation plan for the
district. If a District Interpretive Improvement
Team chooses to measure performance twice
annually, it may be appropriate to address the
evaluation program at each interval.

6  Aiming for Excellence



Docent Evaluation

If you want to move people, it has to be toward a vision that
Is positive for them, that taps important values, that gets
them something they desire, and it has to be presented in a

compelling way that they feel inspired to follow.
—Dr. Martin Luther King, Jr.

\\ \\\\\\\ \\\Y\" ﬁﬁﬁw A T
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Docents are highly trained volunteers who interpret for park visitors. One of the most
rewarding and challenging aspects of being a docent is the opportunity for ongoing
education. People enrolling in docent programs embark upon a rigorous course of
study and training that provides a strong foundation of expertise for interpreting the
varied resources of a particular park unit.

Periodic assessments and reviews of performance provide vital two-way communica-
tion between docents and their program leaders and supervisors. Frequent, informal
evaluations furnish docents with feedback on their work. Program leaders should
conduct informal interviews with new docents after the first four to six weeks. These
interviews can identify strengths and weaknesses of the volunteer training program.
Copies of any written evaluations should be given to the docent, as well as kept on file.

Many of the evaluation methods in this handbook are appropriate for use in evaluating a
docent’s interpretive presentations. These evaluations may be performed by peers,
experts, and/or lead persons. There is an important distinction between evaluations of

Aiming for Excellence 7



District Guidelines: Docent Evaluation

a docent’s presentations and their formal
performance appraisal, which must be
conducted by a supervisor.

POLICY NOTE
Designated Supervisor Role

While nonsupervisory staff may provide
most of the actual day-to-day oversight of

a volunteer program, a few supervisory-
specific jobs, such as hiring, firing, and
providing formal performance
appraisals, must be accomplished by a
designated supervisor.?

Itis also important for docents and other
volunteers to evaluate the Volunteers in Parks
Program and aspects of the park’s
interpretive programs. They have unique
insights and can often provide important input
into improvement efforts. These evaluations
can occur informally (for example, a
suggestion box) or formally (such as an exit
interview, improvement team involvement or
survey).

References

1. Volunteers in Parks: Program Guidelines
(Sacramento: California State Parks).
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Accessibility

Accessibility pertains not only to buildings and programs but
also to attitudes of tolerance and sensitivity as well.
—Anonymous

The policy of California State Parks is to meet the recreational needs of all visitors and
to provide an accessible environment within state parks. In addition to having good
physical access, parks should offer information and interpretive programs using a
variety of sensory and communications media.

In 1990 the Americans with Disabilities Act (ADA) became law. It requires that people
with disabilities be allowed to participate in regular programs and that they cannot be
discriminated against or treated separately because of their disability. In compliance
with this law, parks may not refuse to allow a person to participate in a service, program
or activity simply because the individual has a disability. Programs and services must
be in an integrated setting, unless separate or different measures are necessary to
ensure equal opportunity. If a separate program is offered, individuals may still choose
to participate in the standard program.

Parks must furnish auxiliary aids and services, when necessary, to ensure effective
communication, unless it would result in an undue burden or a fundamental alteration of
the facility or program. Compliance with ADA can benefit California State Parks by
encouraging exciting new programs that will increase visitor attendance, satisfaction
and participation for all. Throughout this handbook, accessibility issues have been
addressed in the methods for evaluating interpretive services.

Aiming for Excellence 9



District Guidelines: Accessibility

California State Parks’ publications All
Visitors Welcome and Access to Parks
Guidelines contain recommendations for
accessibility in interpretive programs. All
Visitors Welcome, reprinted in 2003,
provides detailed background information on
disabilities, including hidden disabilities and
the needs of older adults and visitors with
limited English proficiency. It also gives
specific recommendations for a variety of
interpretive services and how to make them
accessible. In addition, the book provides
resources for products, services and organi-
zations that are available to assist with ADA
compliance.

References

Access to Parks Guidelines (Sacramento:
California State Parks, 2001).

All Visitors Welcome: Accessibility in State
Park Interpretive Programs and Facilities,
second edition (Sacramento: California State
Parks, 1998).

John P. S. Salmen, Everyone’s Welcome:
The Americans with Disabilities Act and
Museums (Washington, D.C.: American
Association for Museums, 1998).

Keep in Mind . . .

Many of the features that make a space accessible for people with

disabilities also make it easier and more convenient for everyone else.
A person does not have to be disabled to benefit from access.

10  Aiming for Excellence



District Performance Contract

It is an immutable law in business that words are
words, explanations are explanations, promises are

promises —but only performance is reality.
—Harold S. Geneen

Although under California State Parks’ current performance management system
districts are no longer required to submit an annual performance contract, the
information in this section may still be valuable to districts in setting goals and
assessing achievement.

Itis important that district interpretive staff provide leadership in the development of the
educational and interpretive goals and objectives. Staff can assistin developing
activities for the upcoming year, which will result in improvement or maintenance of
performance.

With established goals and objectives, districts can measure basic outputs and
processes that will lead to results. For example, many of the evaluation techniques
covered in this publication can be monitored over time. When improvements are made
at this level, there will ultimately be positive change to the outcomes. The examples that
follow demonstrate how theformat of the district contract might be used for this purpose.

Core Program Area 2

Outcome 2.1

Education/Interpretation

Public understands the significance and value of the state’s natural and cultural
resources through education, interpretation and leadership.

Supporting Education/Interpretation Activities
List planned activities that will affect the district’s contribution to the outcome of
Education/Interpretation.

Supporting Education/Interpretation Activities Responsible Person
(Examples)
1. Redesignexhibitat  SHP to reflect current theme.
2. Conduct ADA training for all interpretive staffby .
3. Update and reprint Teachers Guideat  SP.
4. Evaluate 100% of new docents in 2000.

Aiming for Excellence 11



District Guidelines: District Performance Contract

Statewide Measures

These are statewide outcome measures for education/interpretation. Each district
calculates its target performance for each measure.

Measure

Past
Performance
Level

District
Target

Actual
Performance

2.1A

Customer’s perception of the quality of
interpretive programs

Public’s perception of the opportuni-
ties offered to help learn about the
area’s history and natural environment

2.1B

Participant hours of presented inter-
pretive programs

Participant hours of self-guided inter-
pretive programs

2.1C

Congruity level of education curricula
for K-12 students

2.1D

Participant hours of educational pro-
grams for K-12 students

Sample District Measures

List any additional measures that link to the outcome of education/interpretation.
Each district may draft their own measures. The following are suggestions based on
The Measurement Chain section.

Measure

Past
Performance
Level

District
Target

Actual
Performance

2.1F

Percentage of full-time interpretive
staff evaluated

Percentage of seasonal interpretive
staff evaluated

Percentage of docents evaluated

Percentage of full-time interpretive
staff who received training

Percentage of seasonal interpretive
staff who received training

Percentage of docents who received
training

12
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The Measurement Chain

All successful men have agreed in one thing-they were
causationists. They believed that things went not by luck,
but by law; that there was not a weak or a cracked link in

the chain that joins the first and last of things.
—Ralph Waldo Emerson

The measurement chain illustrates how outcomes relate to an interconnected series of

resources and processes and the amount of work accomplished. The outcomes for
Education/Interpretation measurement are identified in the right-hand column of the
model below, along with the applicable data sources, which are underlined in

parentheses.

The measurement chain is especially useful when it is difficult to understand the
connection between the things we do and the ultimate results. Inputs, processes and
outputs can often be measured in more tangible terms. By focusing improvement
efforts on the inputs, processes and outputs, itis logical that those improvements will
ultimately improve the outcomes.

Budget (dollars)

Improvement teams

Program planning
and development

Rlnputs Processes Outputs outcomes
esources Steps to produce Amount of work .
consumed by the output done Results
system
Staff (number of Training of full-time, | Number of Visitor satisfaction
interpreters) seasonal and programs (Statewide Visitor
_ volunteer presented Satisfaction
Staff time for interpreters (CAMP) Survey)
interpretive
activities Evaluation of Presenter hours Participant hours
o interpreters, (CAMP) (CAMP)
Hours of training facilities and
i Training by state Congruity with
- services
Equipmentand parks staff curricula (School
materials Strategic planning o Group Program
Publications

Evaluation)

Transfer of training
(post-training
evaluation)

Aiming for Excellence
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District Guidelines: The Measurement Chain

References

James E. Swiss, Public Management Systems, Monitoring and Managing Government
Performance (Upper Saddle River, NJ: Prentiss-Hall, Inc., 1991).
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District Reporting

Report me and my cause aright.
—Hamlet in William Shakespeare’s "Hamlet”

Interpretive Activity Summary
(previously DPR 918 — Semi-annual interpretive Summary)

The Interpretive Activity Summary is a web-based application tool for measurement of
the quantity and type of participation in various interpretive programs being conducted
in each park unit.

District Interpretive Coordinators ensure that the information from each unit within their
district has been entered into CAMP. This information will help with their own planning
needs and to supply information for district management.

The department has developed this web-based application, utilizing the MAXIMO
database, to capture participation data that allows for real time entry of interpretive
activity information and access to generated reports. For more information about this
new system, contact the Interpretation and Education Division at (916) 654-2249.

Aiming for Excellence
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Interpretive
Staff Portfolios

People are entitled to joy in their work and a sense of ownership.

—Dr. W. Edwards Demming

A “portfolio” is a compilation of materials about or by an individual relating to all aspects
of his/her growth as an interpreter. Each park interpreter, whether permanent, seasonal
or volunteer, will have a variety of opportunities for training, evaluation and
improvements. Records of each experience may be collected in a portfolio.

A supervisor or lead person may introduce the concept of portfolios during training and
encourage new interpreters or docents to begin using them. The interpreter should be
responsible for maintaining his/her own portfolio. Folders and other supplies that will
enhance a portfolio should be provided by the park staff.

An interpreter’s portfolio or file might include preparatory work such as outlines or note
cards, records of training sessions, observations by the interpretive coordinator, duty
statements, notes from meetings, an interpreter’s “journal,” self-evaluations, peer
evaluations, tests, videos of the interpreter “in action,” written evaluations from the
supervisor or from tour groups, thank you notes from visitors and more.

For paid employees of California State Parks, a copy of an Annual Development Plan
should also be included in the interpreter’s portfolio (see Appendix B: Performance
Appraisals). Aninterpreter may find a portfolio useful in working with his/her supervisor
to identify training and development needs and to set goals on an annual basis.

References

Betsy Gough-DiJulio, “Portfolios Offer a Better Perspective,” The Docent Educator
(Summer 1997).
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Evaluation Methods

Look for your choices, pick the best one, then
go with it.

—Pat Riley

This section makes up the majority of this handbook, and it offers a wide array of
options for conducting evaluations of interpretive programs. Consider this a menu of
opportunities, and select those methods that are most appropriate to the particular
program being evaluated. This section contains information on the following evaluation
methods:

e Visitor Evaluation (including Simple Techniques, Learning and Behavior, Visitor
RAPPORT Form-DPR461A, School Group Program Evaluation, Focus Groups,
and Statewide Visitor Satisfaction Survey)

e Supervisor and Lead Evaluation (including Coaching Techniques and Standard
RAPPORT Form-DPR461)

e Expert Evaluation
e Peer Evaluation
e Self-Evaluation

e Team Evaluation

Aiming for Excellence 19
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Visitor Evaluation

Customers are treasure; goods are but straw.
—Chinese proverb

Visitors are the principal customers of interpretive programs. While there are other
customers, park visitors’ opinions provide important information on program
effectiveness. Visitor evaluations help park managers and interpretive program
leaders answer the following questions:

Do visitors enjoy our programs?
Do our programs contribute to the formal education of school children?

Are the primary interpretive themes of the park being addressed through our
programs?

Do our programs effectively inspire attitudes and behaviors that help preserve park
resources, promote safety and increase appreciation for the park?

Does the visitor receive information and orientation needed to fully appreciate the
park?

Aiming for Excellence 21



Evaluation Methods: Visitor Evaluation

Do visitors with disabilities receive equal
access to our programs, facilities and
communications?

Are there sufficient programs available for
park visitors?

What types of programs would be best
received by visitors?

e How can we change our current offerings
to better meet visitor needs?

Certain methods of visitor evaluation are
designed to obtain certain types of data that
answers questions like those above. To
choose the most appropriate method,
evaluators should first list the questions they
have and find a method that matches their
needs.

22
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Simplicity is an acquired taste. Mankind, left free,
instinctively complicates life.

Simple Techniques

—Katharine Fullerton Gerould

The following matrix gives suggestions for a variety of techniques that may require less
planning time than the more formal methods presented in other sections of this hand-
book. The data you gather using most of these techniques will only reflect the opinions
of visitors who are willing to participate. (See Appendix A: Data-Gathering Principles
for recommendations on sampling.)

Evaluation .

Technique Description Pros Cons Comments
Interpreter Allows forimme- | Technique is The number of
analyzes diate analysis of | subjective since | questions asked,

i visitors’ re- visitors’ reac- the interpreter facial expressions,

Dlrept sponsesin tions. The must “interpret” restlessness, etc.,

Audience face-to-face interpreter can the visitors’ are often good

Feedback settings during | change his/her | reactions. indicators of
the presenta- | approach on the enjoyment, bore-
tion. spot to elicit a dom, etc.

better response.
Have an expe- | Allows for the The expert Where live pre-
rienced inter- input of an judges how he/ | sentations cannot

Auditing by preter watch experienced she thinks a be evaluated on

an Expert and critique an | professional. presentation will | site, video tapes
interpretive affect a visitor. can be used.
presentation. (This is subjec-

tive.)
Determine Allows for Can determine Usually deter-
whatinterpre- | determination of | what services mined by head
tive service which services visitors prefer counts, ticket

, options visitors | are most pre- but not why. stubs, etc. Addi-

Direct . :
take when ferred. tional techniques

Measures of . .

Behavior given qch0|ce could b'e used to
(e.g., hikevs. determine why
movie). visitors had

certain prefer-
ences.
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Evaluation Methods: Simple Techniques

Evaluation L.

Technique Description Pros Cons Comments
Plant scanners | Allows for the Assumes that Scanners should
in the audience | determination of | watching the be trained in what

Observation to watch and visitor re- interpreter is to look for and
of Audience documenthow | sponsesduring | Synonymous how to be incon-
Attention many people | apresentation. | withinterest, spicuous.
are focusing understanding,
their eyes on enjoyment, etc.
the interpreter.
Compare the Allows for the Cannot deter- Studies show
amount of time | determination of | mine visitor visitors look at
people look at | whether or not enjoyment, displays only 15
Length of or listen t(_) a peoplg are un_derstanding, to 64 percent.of
Viewing or pr_esentatlon spendlng_ or mteres_t. the time requwed
Listening W|th the_ amount er_lough tlmfa _ Thus, no judg- to read or listen to
Time of time it would Wlth an exhibit, ment can be the total mes-
take to com- sign, etc. to made as to sage. The longer
pletely read or | absorb the whether or not the printed mes-
hear it. entire message. | the messageis | sage, the shorter
too long. the viewing time.
Mechanical Allows for Subject to May be adapted
devices are active partici- mechanical for use on aweb
operated by pation. A*fun” breakdowns site.
Self-Testing visitors to evaluation and vandalism.
Devices answer ques- technique from Often monopo-
tions or un- the visitors’ lized by children.
cover more point of view.
interpretive
information.
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Evaluation Methods: Simple Techniques

Evaluation .

Technique Description Pros Cons Comments
An orally A great deal of Questions must | Interviewers
administered visitor informa- be designed should be sensi-
survey of tion can be objectively to tive to how they

Interviews visitors to obtained using | avoid bias. may impact the
and Informal | determine well-designed They can be visitor’s experi-
Groups demographic | questions. time consuming | ence.
and experien- Many people to design,
tial data. are more willing | administer and
to communicate | evaluate.
orally thanin
writing.
Alocked box Anonymity and Usually com- Boxes can be
where visitors | very simple ments are decorated to
Suggestion can drop any implementation. | biased towards | reflectthe site’s
Box comments or a positive or resources.
suggestions. negative ex-
treme.

References

John A. Veverka, Interpretive Master Planning (Helena, MT: Falcon Press, 1994).
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Samples
at the end of
this section

Learning and Behavior

Do not try to satisfy your vanity by teaching a great many things.
Awaken people’s curiosity. It is enough to open minds; do not
overload them. Put there just a spark. If there is some good
inflammable stuft, it will catch fire.

—Anatole France

Evaluation tools serve a variety of purposes. Some measure visitor satisfaction and
enjoyment. Others measure an interpreter’s presentation skills and interpretive
techniques. Measuring learning and behavior ensures that programs are effective in
meeting their performance objectives.

Performance Objectives

Performance objectives are the foundation of interpretive planning. Interpreters must
ask themselves, “What should visitors know and understand after they have participated
in this program?” and “How will visitors’ attitudes and behavior change as a result of this
interpretive experience?” Once performance objectives are identified and used to
prepare an interpretive program, the evaluation of learning and behavior helps deter-
mine if they were actually achieved.
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Evaluation Methods: Learning and Behavior

A performance objective states what visitors
should be able to do as a result of the
interpretive service and what percentage of
them should be able to do it. Clearly stated
objectives guide and direct the preparation of
an interpretive activity, the design of an exhibit
or the production of a brochure. They guide
the preparation of evaluation questions.
Performance objectives should be identified
in quantifiable terms. The following are
examples of performance objectives for
learning and behavior:

Learning
Atleast __ % of the participants will be

able to identify specified facts or ideas
that were presented by the interpretive
service.

Behavior
Atleast % of participants will engage in
(or not engage in) specific behavior(s)
after experiencing the interpretive service.

Response Cards

Response cards are a simple method for
evaluating the effectiveness of interpretive
programs. They are designed to measure
how well the program meets performance
objectives.

Response cards are commonly printed on
cardstock to allow for easy writing in case
there is no convenient writing surface
available. They are usually 5%2" x 8¥%” (half of
a letter-sized sheet). This size provides
space for brief, concise questions that visitors
feel comfortable completing.

Some visitors may feel intimidated if
guestions are too detailed or complex. It may
also be helpful to offer low-cost, park-related
giveaways such as postcards, posters or
rulers as a thank you to visitors for filling out

the response card. Such giveaways may be
supplied by a contribution from the park’s
cooperating association or another donor.

The questions on a response card should
address the themes and interrelationships
that were presented in the program.
Questions may also focus on the depart-
ment’s mission or on such “big picture” topics
as biodiversity or the significance of park
resources.

The following is a list of various question
types with corresponding examples:

Matching
Match each animal below with its primary

food source.
pelican
otter
sea anemone

shellfish
microscopic organisms
fish

Best Answer
Choose the best answer to the following
guestion:
How does fire benefit the forest?

A. Itallows new seeds to sprout.

B. Itdestroys old trees.

C. Itclears undergrowth.

D. BothAandC.

Greater-Less-Same
For each pair, write in the correct symbol:
> (greater than), < (less than), = (equal).
Height of the tallest living redwood
369 feet
Lifespan of aredwood tree 500 years
Size of aredwood cone __ size ofa
baseball

Scale of Understanding
Rate your understanding of the following
(circle number): 1 = none, 2 = very little, 3 =
some, 4 = good, 5 = expert
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Evaluation Methods: Learning and Behavior

The weather pattern of the Mojave Desert
12345

Threats to the desert tortoise
12345

Geological history of Red Rock Canyon
12345

Native Americans in the Mojave Desert
12345

Question and Short Answer
Please give a short answer to the following
guestions:
What is the term for animals that are most
active at night?
Raptors, such as the red-tailed hawk,
most commonly prey on what animals?
At what time(s) of day are mountain lions
most likely to hunt?

Statement and Comment
Please comment on the following statement:
Some people believe that mountain lions
pose a threat to human safety in rural
areas. Based on what you learnedin
today’s program, what is your opinion?

Rank Order
Number the following events in order of their
occurrence in California history:
John Sutter built his fort
Monterey was established as the
capital of Spanish California
John Bidwell came to California on a
wagon train
James Marshall discovered gold in the
American River
California was admitted to the United
States

Sentence Completion
Please complete the following sentence:
Chaparral is often referred to as a
“miniature forest” because. ..

After developing appropriate questions, a
response card can be prepared for distribu-

tion. The response card should be simple,
clear and uncluttered. The more appealing it
is, the more likely useful information will be
collected. Cards should be passed outin an
area where writing is facilitated and where it
will be easy for the visitor to return their
response to a staff member. Itisimportant to
keep in mind that completion of a survey form
may be difficult for some visitors, such as
those with visual or mobility impairments. It
may be appropriate to ask a visitor if they
would like to have the survey read aloud and
have the staff member record the responses.
It should be made clear that the purpose is not
to judge their skills, but to measure the
effectiveness of the interpretive programs.

Pre- and Post-Program Checking

The most meaningful information can be
obtained by checking for knowledge before
and after the program and then comparing the
results. This comparison shows what learning
took place during the program. Aresponse
card given before and after a program should
be short and direct, focusing only on primary
objectives.

More complex, in-depth testing can be utilized
if an evaluation team places a high priority on
test results and measuring performance
objectives. This may be appropriate for
programs that are designed for high school or
college students, where participation in
testing may assist in meeting specific
educational goals or serving a specialized
clientele.

Other Ways to Check for Learning

In addition to response cards or test sheets,
quizboards, computers or other interactive
technology can make measuring effective-
ness a recreational element of the overall
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Evaluation Methods: Learning and Behavior

interpretive experience. During live presen-
tations, interpreters are encouraged to use
guestioning strategies to check for learning
and get instant feedback about the
effectiveness of their programs.

It is important to get a meaningful sample of
visitors in order to draw reasonable conclu-
sions from any data-gathering process (see
Appendix A: Data-Gathering Principles).

References

Nancy C. Medlin and Sam H. Ham, A
Handbook for Evaluating Interpretive
Services (Moscow, ID: University of Idaho,
prepared for the USDA Forest Service
Intermountain Region, 1992).

Brett Wright and Marcella Wells, A Field
Guide for Evaluating National Park Service
Interpretation (Washington, DC: National
Park Service, 1990).

unnecessarily challenged.

shortcomings.

Advantages

+ Measuring learning and behavior is essential to understanding the
effectiveness of a program. Response cards help answer the important
question, “Does the visitor understand the key points of the program?”

Disadvantages
- Visitors may be reluctant to fill out response cards or they may feel

- Toreceive meaningful results on response cards, itis very important that the
answers to the questions are thoroughly covered in the actual presentation.
This requires careful preparation by the interpreter and the evaluator.

- Reviewing responses is time consuming. If learning objectives are not met,
it may not be clear why the visitor did not grasp the main points of the
program. Further data may need to be gathered to determine the cause of
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Sample Generic Response Card

We are measuring the success of this program. Your help is appreciated.

Title of service: (staff member completes this in advance)
Date: (staff member completes this in advance)

What was the main point or theme of the program?

Based on your previous knowledge, did this program improve your understanding and

appreciation for this park?

Did this program improve your understanding or appreciation for California’s State Park
System?

Please return this card to (staff member completes this in advance; examples: ranger
office, entrance station, information desk, etc.)

Sample Customized Response Card

We are measuring the success of this program. Your help is appreciated.

Title of service: (staff member completes this in advance)
Date: (staff member completes this in advance)

Please complete this sentence: The Pacific Flyway is vital for migratory birds because. . .

Choose the best answer to the following: Insects benefit man and the environment by:
A. Providing food for birds and small animals
B. Aiding in decomposition
C. Increasing water supply
D. Both Aand B

Based on your previous knowledge, did this program improve your understanding and
appreciation for this park?

Please return this card to (staff member completes this in advance; examples: ranger
office, entrance station, information desk, etc.)






jsaunders
Blank Page


Visitor RAPPORT
Form DPR 461A

Nothing great was ever achieved without enthusiasm.
—Ralph Waldo Emerson

Samples
at the end of
this section

The Visitor RAPPORT form DPR 461A is California State Parks’ standardized form for
surveying the perceptions of visitors about individual interpretive programs. This form
may be customized to gather more program-specific information.

Interpreters strive to establish a good rapport with visitors. That is why the items on the
Standard RAPPORT form DPR 461 are organized into the essential elements of a
quality interpretive program, represented by the acronym RAPPORT. This acronym is
used in the organization of each form in the DPR 461 series.

RAPPORT stands for:
Relevant
Accurate
Provocative/Enjoyable
Programmatically Accessible
Organized
Retained
Thematic
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Evaluation Methods: Visitor RAPPORT Form 461A

Questions on the Visitor RAPPORT form
DPR 461A are designed to give feedback to
the individual interpreter on his/her program
and its delivery. This form differs from the
Statewide Visitor Satisfaction Survey in that it
focuses on individual programs rather than on
the overall interpretive experience of a park.

The upper portion of the Visitor RAPPORT
form should be completed in advance by park
staff. The forms should be distributed
systematically over the course of a pre-
determined evaluation period. See Appendix

Advantages

+ The Visitor RAPPORT form DPR 461A gives visitor feedback to the
interpreter. Itis atool to measure customer satisfaction. Itis simple and
inexpensive to implement. Data is readily available to use for improvements
in aformat that is easy to analyze.

Disadvantages
- This formis simplified and does not provide information on performance
objectives for learning and behavior. The information applies only to the
individual presentations and would not serve well as a tool for evaluating a
program that is offered by several presenters.

A: Data Gathering Principles for more
information on how to obtain reliable data
through sampling, random distribution and
other techniques.

When possible, a park staff person other than
the interpreter being evaluated should briefly
explain the purpose of the survey and request
the group members’ assistance. That person
should be available to collect the completed
forms after the program. The results of the
evaluation should be discussed by the
supervisor or coach and the interpreter.
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State of California - The Resources Agency

DEPARTMENT OF PARKS AND RECREATION

Visitor RAPPORT Survey

Thank you for providing feedback on this interpretive program. We value
your honest assessment, and offer this evaluation so that California State

Parks may provide the highest level of public service. Please turn in this
form to the park office or return it to a park employee.

State of California - The Resources Agency

DEPARTMENT OF PARKS AND RECREATION

Visitor RAPPORT Survey

Thank you for providing feedback on this interpretive program. We value
your honest assessment, and offer this evaluation so that California State

Parks may provide the highest level of public service. Please turn in this
form to the park office or return it to a park employee.

PARK DATE
PRESENTER PROGRAM TITLE
w
305 > 7 3
ITEM Eo 35w 2aknsd
=282 2 ar =X 2;
w | 4 ¢ |Ww o
o o = | |0 <
RELEVANT:
Did the program give you a better appreciation 112|345 |NA
of this park?
Was the length of the program suitable? 112|345 |NA
ACCURATE:
Was the presenter knowledgeable? 1121314 5 NA
PROVOCATIVE/ENJOYABLE:
Was the program interesting? 1121345 NA
Did you feel involved in the program? 112|345 |NA
Did you enjoy the program? 1123 4|5 |NA
PROGRAMMATICALLY ACCESSIBLE:
If you have visual, hearing, or mobility impairment
or any disability, were you accommodated 1127345 NA
appropriately?
ORGANIZED:
Was the material presented in a logical order? 1121314 5 NA

ReTAINED/ THEME:

In your own words, what was the main point of the program?

PARK DATE
PRESENTER PROGRAM TITLE
w
Ik > |3 3
ITEM Eol2s w20 Ea5d
=282 2 ar =X 2a
w | 4 ¢ |Ww o
o o = | |0 <
RELEVANT:
Did the program give you a better appreciation 112 3|45 |NA
of this park?
Was the length of the program suitable? 112 3|45 |NA
ACCURATE:
Was the presenter knowledgeable? 11213145 NA
PROVOCATIVE/ENJOYABLE:
Was the program interesting? 1121345 NA
Did you feel involved in the program? 112 3|45 |NA
Did you enjoy the program? 1123, 4|5 |NA
PROGRAMMATICALLY ACCESSIBLE:
If you have visual, hearing, or mobility impairment
or any disability, were you accommodated 1273145 NA
appropriately?
ORGANIZED: 11213 4ls5| NnA

Was the material presented in a logical order?

ReTAINED/ THEME:

In your own words, what was the main point of the program?

How could this program be improved?

How could this program be improved?

How did you find out about this program or activity?

DPR 461A (Rev. 4/2000)

Excel

How did you find out about this program or activity?

DPR 461A (Rev. 4/2000)

Excel
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Samples
at the end of
this section

School Group
Program Evaluation

We should expand our emphasis on education. Our parks are the
greatest natural classrooms availlable. We must use them to teach
people the basics of ecology. We've been doing this for a long time

but we've got to do it on a better and bigger scale.
—Freeman Tilden

Every year, hundreds of thousands of school children enjoy educational programs in
California’s state parks. Park interpreters strive to provide meaningful programs that fit
within the framework of California’s K-12 curriculum. The departmentis committed to
making visits to state parks both fun and educational. The primary goal is to provoke
young people to care about their natural and cultural heritage.

The department recognizes the role of education in its performance-based
management system, which calls for measurement of the degree of congruity with
curricula for educational experiences for K-12 students. A statewide School Group
Program Evaluation (SGPE) is conducted each year to measure congruity with
education curricula. The SGPE samples statewide data and can be adapted to
produce measures at the district level as well.
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Evaluation Methods: School Group Program Evaluation

A park-specific SGPE can be designed to
supplement the annual evaluation and gather
data that is more unique to the park unit. If
teachers consistently bring their students to
participate in park interpretive programs,
those teachers may have valuable ideas for
program improvements. Here are a few tips
for administering a park-specific SGPE:

e Send asurvey to teachers at their schools
either before or shortly after the field trip.
This could be included in the reservation
confirmation packet.

¢ Include